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initiating a call to a first party from the call center via a communication medium^ 
Is to be ser viced bv a first agent of the call center if the call is answered bv 



10 



15 




wherein the call 



the first partv : 

monitorihg said communication medium for signals received from a location 
associated with said first party after said step of initiating a call; 

detecting an initial audible signal received from the first party location via said 
communication medium, wherein the initial audible signal is the first signal detected after 
said call is ansvt ered; 

initiating processing of said initial audible signal in a call classifier to determine a 
said audible signal, said step of initiating processing includes initiating 
«vill analyze whether said initial audible signal was generated by a live party 
and 

a prerecorded greeting over said communication medium during said call, 
said prerecorded greeting being played during a time period when said call classifier is 
processing said initial audible signal, wherein the analysis whether said initial audible signal 
was generated by a live party is the initial analysis made during the call, wherein the 
prerecorded gre eting is recorded in the voice of the first agent . 



characteristic o 
processing that 
during the call; 
playing 



2. (Original) The method claimed in claim 1, wherein: 
said step of playing a prerecorded greeting includes detecting a period of silence on 

said communica ion medium and initiating playback of saidprcrecorded greeting in response 
thereto. 

3, ((fcanceled) 
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4. (Original) 
when said ca 1 

a live party at the firjt 

agent at the call 




The method claimed in claim 3, further comprising the step of: 
1 classifier determines that said initial audible signal was generated by 
party location, establishing a talk path between the live party and an 
after playback of said prerecorded greeting has ended 



10 



center 



. 5. (Origi nal) The method claimed in claim 3 } further comprising the step of: 
when said call classifier determines that said initial audible signal was not generated 
by a live party at the first party location, terminating the call. 

6. (Original) The method claimed in claim 1, wherein: 
said commurication medium includes a local loop associated with a telephone 

network. 

7. (Original) The method claimed in claim 1 , wherein: 
said step of ini iating a call includes dialing a telephone number associated with said 

first party and said initial audible signal is received from the location associated with the first 
party during said call. 

8. (Curren ly Amended-Four Times) A method for use in managing an outgoing 
call comprising the stej s of: 

placing an outjoing call from a call center to a remote party location over a 
communication network , wherein th e outgoing cal 1 is to be handled bv a first a^ent of the call 
cent&; 

processing an initial signal received from said remote party location during said calj 
to determine a source tybe of said initial signal, wherein the processed signal is the first 
signal detected after said call is answered; 

playing a prerecorded greeting to said remote party location during said step of 
processing, wherein said s\ep of playing a prerecorded message includes detecting a period 
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of silence after receipt of s^id initial signal and initiating playback of said prerecorded 
greeting in response thereto^ /herein the p rerecorded greeting is recorded in the voice of the 
first agent: and 

after said prerecorded greeting has ended, establishing a talk path between jluud the 
firgt agent and the remote p2 rty location when it is determined that said initial signal is a 
voice signal that was genera ed by a live party during the call, wherein the determination 
whether tbe initial signal is aj voice signal that was generated by a live party during the call 
is the initial such determination made during the call. 



iTh: 



9. (Original) 
terminating the call 
by a live party during the ca! 



method claimed in claim 8, further comprising the step of: 
when it is determined that said initial signal was not generated 



10. (Original) Th 3 method claimed in claim 8, wherein: 

said step of placing a l outgoing call includes dialing a telephone number associated 
with a remote party and sail initial signal processed in the processing step is the initial 
audible signal received during said call. 



1 1 - (Original) The| method 
said communication nbtwork 



12. (Original) The 
said step of processing 



claimed in claim 8, wherein: 
includes a public switched telephone network. 



method claimed in claim 8, wherein: 

a signal includes using a call classifier to determine, whether 



the initial signal was generated by a live party during the call. 



13. (Canceled) 
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14, (Currently! Amended) The method claimed in claim 8, wherein: 
said step of establishing a talk path includes passing control of said call to said local 
1 of the call. 



first agent for a remainder 



Amended-Three Times) A system for use within a call center, 



communication network* 



15. (Currently 
comprising: 

a call processing unit operable to place a call to a remote party location via a 
wherein a first age nt is assigned to service the call if the call is 



answered bv a live party e t the re mote party location ; 



a call classifier uirit operable to determine when said call is answered, detect an 
audible signal from the remote party location, and analyze a first detected signal received 
from said remote party lo nation to determine whether said first detected signal originated 
from [[a]]the live party di ring the call, wherein the first detected signal is the first signal 
detected by the call classifier unit after said call is answered; 

a message playbacliunit operable to play back a prerecorded message to said remote 
party location while said cdll classifier unit is analyzing said first detected signa l, wherein 
the prerecorded messa ge is recorded in the voice of the first agent ; and 



a switch unit operabl s 
remote party location when i 



to establish a talk path between a local agent position and said 
is determined by said call classifier unit that said first detected 
signal originated from [[a]]tt e live party during the call, wherein the determination whether 
the first detected signal is a voice signal that was generated by [[a] ]the live party during the 
call is the initial such determ ination made during the call. 

16. (Original) Thdsystem claimed in claim 15, wherein: 
said message playback unit plays back said prerecorded message in response to 
detection of a period of silence during said call 
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17. (Original) 1 Tie system claimed in claim 1 5, wherein : 
said external comn unication network includes a public switched telephone network 
and said first detected sign al is received during said call. 



18. (Original) 
said external 
satellite communication 
network, a wide area netwo 
an Internet network, and a 



"he < 



system claimed in claim 15, wherein: 
communication network includes at least one of the following: a 
network, an optical fiber communication network, a local area 
rk, a municipal area network, a private branch exchange network, 
errestrial wireless network. 



19. (Currently A mended) The system claimed in claim 15, wherein: 
said call processing unit includes means for terminating said call when it is 

determined by said call clasbifier unit that said first detected signal did not originate from 
[fa]]the live party during thq call. 

20. (Original) Thi system claimed in claim 15, wherein: 
said call processing i^nit and said switch unit are implemented within a common 

digital processor. 



2 1 . (Original) The bystem claimed in claim 1 5, wherein: 
said call processing uiyt and said message playback unit are implemented within a 

common digital processor. 

22. (Original) The feystem claimed in claim 15, wherein: 
said call classifier unit Ks part of a pool of call classifier units; and 

said call processing unit is operable to assign call classifier units from said pool of 
call classifier units to individuals calls being supported by the call center. 
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23 . (Previously Pres ented) The method claimed in claim 1 , wherein the call to the 

e by the call center to the first party. 



first party is the initial call mai 



24. (Previously Presented) The method claimed in claim 8, wherein the outgoing 
call to the remote party location is the initial call made to the remote party location. 



10 



25. (Currently Amended) The system claimed in claim 1 5, wherein the [[the]] call 
to the remote party location is the initial call made by the call center to the remote party 
location. 



Please add the folloWing new claims 26-28: 



26. 



(New) The method claimed in claim 1 , wherein the first agent is in a pool of 
multiple agents associated with the call center, wherein the greeting is a personal greeting, 
and wherein each agent ia the pool of agents has a corresponding prerecorded greeting 
recorded in the respective agents' own voice and further comprising: 

selecting a second -agent, different from the first agent, in the pool of agents to service 
a second call to a secont party location, different from the first party location, over the 
communication medium; and 

playing a second f rerecorded greeting corresponding to the second agent during call 
classification of a second i nitial audible signal received from the second party location during 
the second call. j 



27. (New) The method claimed in claim 8, wherein the first agent is in a pool of 
multiple agents associated with the call center, wherein the greeting is a personal greeting, 
and wherein each agent foot the pool of agents has a corresponding prerecorded' greeting 
recorded in the respectivi 5 agents* own voice and further comprising: 
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selecting a second agent! different from the first agent, in the pool of agents to service 
a second call to a second partyj location, different from the remote party location, over the 
communication network; and 

playing a second prerecorded greeting corresponding to the second agent during call 
classification of a second initial audible signal received from the second party location during 
the second call. 




10 



28. (New) The sjfetem claimed in claim 1 5, wherein the first agent is in a pool of 
multiple agents associated with the call center, wherein the message is a personal greeting, 
wherein each agent in the pc ol of agents has a corresponding prerecorded message recorded 
in the respective agents' ovm voice, wherein the call center is operable to select a second 
agent, different from the fin t agent, in the pool of agents to service a second call to a second 
party location, different frojni the remote party location, over the communication network, 
and wherein the message playback unit is operable to play back a second prerecorded 



message, different from th« 
corresponding to the seconc 



prerecorded message played back to the remote party location, 
agent during call classification of a second initial audible signal, 



different from the initial ai dible signal from the remote party location, received from the 
second party location during the second call 



-8- 



Received from < 3038630223 > at 1011/03 5:48:24 PM [Eastern Daylight Time] 



